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3.3 Quality Assurance
Quality Assurance is the monitoring and 
evaluation of a product or service to 
ensure that standards of high quality are 
being met.

Businesses see Quality Assurance as being 
very important, in fact some companies have 
a special Quality Assurance Department, 
but Quality Assurance is the responsibility of 
every employee. 

It is important because it:

u prevents mistakes or defects in the 
company’s products

u provides confidence in consumers that the 
products are reliable and safe

u gives the company an advantage over 
competitors

u enhances the reputation of the company

u increases sales and profits.

For these reasons, most businesses 
undertake the process to obtain recognised 
quality standards. Being awarded a 
recognised standard, such as those described 
in this section, is an assurance to members 
of the public that the business organisation 
has met the high standards required and 
this gives consumers confidence in dealing 
with that business.

Customer Service Excellence 
Standard 
The government has developed the Customer 
Service Excellence Standard for public service 
organisations to improve their effectiveness 
and efficiency. This Standard places 
importance on members of the public and 
ensures that they are top-priority in public 
service provision. 

To achieve this aim, emphasis is placed on:

u delivery of the service

u whether the service is delivered on time

u level of information available to the 
customer

u professionalism of the service

u staff attitude

u understanding the customer’s experience 
of the service

u constant measurement of the service.

The aims of the Customer Service Excellence 
Standard are to:

u encourage continuous improvement in the 
delivery of public service

u encourage individuals and teams to learn 
new skills when dealing with customers

u reward organisations which deliver good 
services based on customers’ needs.

Answer the following questions.
1 Why did the government introduce the 

Customer Service Excellence Standard?
2 As a member of the public, what 

would you expect of the service in an 
organisation which had been awarded the 
Customer Service Excellence Standard? 

3 What would your reaction be if you were 
an employee in an organisation which 
had been awarded the Customer Service 
Excellence Standard?

Activity

ISO 9001 
ISO 9001 is a Business Management Standard 
award designed to help organisations to 
manage their processes and is subject to 
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u difficulty of getting some staff to accept 
change.

Investors in People (IIP) 

At the very centre of the award ‘Investors 
in People (IIP)’ is the importance of the 
people who work in the business and the 
need to invest in their training and  
development. 

IIP establishes a level of good training 
practice so that the people in the business 
can help the business to achieve its goals. 
Employees feel motivated by the process, 
resulting in all-round and continuous 
improvement. 

The idea behind the Investors in People 
award is that if the people who work in a 
business are improved, they will improve 
the business’s systems which, in turn, will 
improve the performance of the entire 
business.

Improve
people

People
improve
systems

Improves
business

performance

� The IIP's chain of thought

regular validation by external assessors. It 
concentrates on process management, checks 
that systems are in place and that everyone 
is sure of his/her role in the organisation. 
This Standard looks at how the business has 
implemented Quality Assurance in the areas 
of facilities, people, training, services and 
equipment.

Achieving the award is only the first step 
as the business must undergo continual 
assessment to ensure that standards are 
being maintained.

ISO 9001 looks at how the business: 

u trains its staff

u checks that its products or services are of 
high quality 

u handles mistakes and responds to 
consumers

u conducts sales, design and development, 
purchases, manufacturing and services

u has systems to improve its products or 
services 

u uses its resources. 

The advantages for the business of having 
the ISO 9001 award are: 

u greater efficiency and less waste

u successful working practices

u risk management

u increased customer satisfaction

u greater consistency in its products or 
services

u advantage over its competitors

u increased profits.

The disadvantages for the business of 
applying for the ISO 9001 award are: 

u the cost involved in getting and keeping 
the standard

u the time involved in the process
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u Having an award assures the public that 
the business’s product or service is good.

u Having an award gives the business an 
advantage over its competitors.

u Having an award should improve the 
profitability of the business. 

u Having an award motivates the 
employees as they feel they are part of a 
good business. 

u Working for an award encourages team 
spirit in the business.

Now do some research in two businesses in 
your area. 

Find out if they have been awarded any 
recognised quality standard or are working 
for one at the present time.
1 Find out the details of their award(s).
2 Analyse the reasons why those 

businesses have applied for the awards.

Activity

Explain the reasons why a business may 
wish to obtain a quality standard. (6 marks) 

How to answer this question
You are not told how many points to explain. 
There are 6 marks in total, so you should 
explain three reasons which would be 
awarded up to 2 marks each.

Examination question

The Investors in People scheme is externally 
assessed and is about:

u resolving all the people issues in the 
business 

u improving the skill levels of all staff

u supporting the development of everyone 
working in the business 

u getting people to take responsibility for 
their own development

u encouraging people to improve their own 
performance

u getting everyone to understand the 
business’s aims.

Answer the following questions:
1 What effect might an Investors in People 

award have on the careers of employees 
in the business?

2 Getting employees to understand the 
business’s aims is an important part 
of the Investors in People award. What 
benefit would this be to the business? 

Activity

Why do businesses apply for 
quality awards? 
By having quality awards, businesses 
experience the following advantages: 

u Having an award is good for the image of 
the business.
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Define the term ‘quality assurance’ and name the quality standard which is most concerned 
with people in the business. (3 marks)

How to answer this question
This is a straightforward question which deals simply with recall of knowledge. First, 
say what is meant by quality assurance (2 marks) and then name the appropriate quality 
standard (1 mark). 

Examination question

At this stage you should be able to: 
● explain the term ‘quality assurance’ and its importance to a business 
● understand the quality awards – Customer Service Excellence Award, ISO 9001, EFQM 

and Investors in People
● analyse the reasons why businesses apply for quality standards.

Checklist 
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